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1
METHOD AND APPARATUS OF PROVIDING
LIVE SUPPORT SERVICE IN A
NOTIFICATION SYSTEM

CROSS-REFERENCE TO RELATED
APPLICATIONS

This application is a continuation from U.S. patent appli-
cation Ser. No. 13/279,572, filed Oct. 24, 2011, and entitled
“METHOD AND APPARATUS OF PROVIDING LIVE
SUPPORT SERVICE IN A NOTIFICATION SYSTEM”,
which is incorporated by reference herein in its entirety.

TECHNICAL FIELD OF THE INVENTION

This invention relates to a method and apparatus of provid-
ing notifications to a customer, and, more particularly, to
providing live support via a bridging application in response
to a customer request response to a notification.

BACKGROUND OF THE INVENTION

Consumers seek to maximize the use of their time. Elec-
tronic devices such as personal digital assistants (PDAs)
mobile telephones and other Internet connectivity devices
(“mobile stations™) provide users with mobile access to infor-
mation resources. Other common services provided to users
include subscription data services, such as cable television,
high-speed Internet services and digital telephone services.

Digital services, such as voice services, mobile data ser-
vices, and television content services provide integrated data
services to the end user. In addition to the increased availabil-
ity of a mobile station, certain communication protocols and
communication procedures are becoming increasingly popu-
lar and easy to implement, such as, text messaging, which
may use short messaging service (SMS), multimedia messag-
ing service (MMS), instant messaging (IM) and/or any other
free format text application.

Conventionally, users relied strictly on calendar applica-
tions integrated with e-mail and their mobile devices. How-
ever, since users may be engaged with any of the above-noted
services at any given time, all of these services may provide
notifications or reminders to the user to maintain an interac-
tive environment customized to the users needs and prefer-
ences.

SUMMARY OF THE INVENTION

One embodiment of the present invention may include a
method that includes identifying a notification event associ-
ated with a customer via a customer management module and
retrieving a customer preference record and determining a
notification device preference for a customer Internet proto-
col (IP) device included in the customer preference record.
The method may also include transmitting the notification
event to the customer’s IP device based on the notification
device preference, the notification event including a live agent
support option

Another example embodiment of the present invention
may include an apparatus including a processor configured to
identify a notification event associated with a customer via a
customer management module and retrieve a customer pref-
erence record, and determine a notification device preference
for a customer Internet protocol (IP) device included in the
customer preference record. The apparatus may also include
a transmitter configured to transmit the notification event to
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2

the customer’s IP device based on the notification device
preference, the notification event including a live agent sup-
port option.

BRIEF DESCRIPTION OF THE DRAWINGS

FIG. 1 illustrates an example logic diagram of a commu-
nication network system according to example embodiments.

FIG. 2 illustrates a logic diagram of a content delivery and
feedback system including the bridging live agent option
according to example embodiments.

FIG. 3 illustrates an example instruction video delivery
notification system and subsequent customer live agent sup-
port session according to example embodiments.

FIG. 4 illustrates an example customer notification system
according to example embodiments.

FIG. 5A illustrates a flow diagram of an example method
according to example embodiments.

FIG. 5B illustrates a flow diagram of another example
method according to example embodiments.

FIG. 6 illustrates a network entity that may include
memory, software code and other computer processing hard-
ware, according to example embodiments.

DETAILED DESCRIPTION OF THE INVENTION

It will be readily understood that the components of the
present invention, as generally described and illustrated in the
figures herein, may be arranged and designed in a wide vari-
ety of different configurations. Thus, the following detailed
description of the embodiments of a method, apparatus, and
system, as represented in the attached figures, is not intended
to limit the scope of the invention as claimed, but is merely
representative of selected embodiments of the invention.

The features, structures, or characteristics of the invention
described throughout this specification may be combined in
any suitable manner in one or more embodiments. For
example, the usage of the phrases “example embodiments”,
“some embodiments”, or other similar language, throughout
this specification refers to the fact that a particular feature,
structure, or characteristic described in connection with the
embodiment may be included in at least one embodiment of
the present invention. Thus, appearances of the phrases
“example embodiments”, “in some embodiments”, “in other
embodiments”, or other similar language, throughout this
specification do not necessarily all refer to the same group of
embodiments, and the described features, structures, or char-
acteristics may be combined in any suitable manner in one or
more embodiments.

In addition, while the term “message” has been used in the
description of embodiments of the present invention, the
invention may be applied to many types of network data, such
as packet, frame, datagram, etc. For purposes of this inven-
tion, the term “message” also includes packet, frame, data-
gram, and any equivalents thereof. Furthermore, while certain
types of messages and signaling are depicted in exemplary
embodiments of the invention, the invention is not limited to
a certain type of message, and the invention is not limited to
a certain type of signaling.

FIG. 1 illustrates an example logic diagram of a commu-
nication network system according to example embodiments
of the present invention. Referring to FIG. 1, an end user
notifications recipient 100 may be operating a mobile station
or mobile phone 130. The recipient may also be operating a
television 126, landline phone 128, computer device portal
134, specialty device 118, such as a countertop or tablet
device 138 and/or a watch or wearable device 140. Any or
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more of these communication devices may be communicat-
ing wirelessly with a communications network, which may be
the Internet 124, a private network and/or a mobile telephony
network.

In operation, the communication network of FIG. 1 pro-
cesses notifications, which are sent to the end user 100 at the
appropriate time(s). The notifications may be sent as a voice
call 108, email 110, SMS/MMS message 112, mobile appli-
cation 114 (e.g., mobile smartphone application), or a web
site update 116 or related link. The website 116 provides an
electronic medial record EMR secure vault 132, a portal 134
and/or a social media inbox 136. For example, a text message
may be sent as a notification across a cellular or wireless
communication network to a remote application server. Cer-
tain text messaging protocols may be used, such as, mobile
short message service (SMS), multimedia message service
(MMS), and instant messaging (IM), or any other related text
application. The communication link may include transfer-
ring information over communication links, such as wireless
networks (e.g., GSM, CDMA, 3G, 4G, etc.), wireline net-
works (e.g., landline telephony), Internet, satellite/cable net-
works, or any other data medium using standard communi-
cation protocols.

Customer management system (CMS) 102, notifications
management system (NMS) 104 and multi-channel notifica-
tions delivery platform (MC-NDP) 106 operate together to
manage customer records, notifications and preferred user
delivery options. For example, the CMS 102 may operate by
maintaining a customer application which manages remind-
ers, notifications, preferences and scheduled delivery times
based on various parameters. For example, the CMS 102
provides an application that will keep time records and
execute customer notifications at the appropriately scheduled
times. Customer records may be maintained via a customer
record database that stores user profile information, EMR
data and related user information. The notification may be
transferred to the customer as a video, audio, multi-media
and/or text message format.

In operation, when a customer is setup to receive a notifi-
cation, the CMS 102 will retrieve the customer record from
the customer database. The customer may have a time sensi-
tive notification setup to be delivered to the customer at a
scheduled time. The information associated with the notifi-
cation may be cross-referenced to ensure the customer or
notifications recipient 100 receives all of the necessary infor-
mation needed and at the appropriate time(s). The NMS 104
may then prepare the notification for delivery based on cus-
tomer specific preferences. For instance, the user may specify
delivery preferences via his or her mobile phone 130 by text
message, digital cable TV 126 by message display and/or by
additional communication devices. The NMS 104 may
retrieve the user preferences from a record or file stored in a
recipient preference information (RPI) data store 150.

The NMS 104 may receive the notification data from the
CMS 102 and retrieve user preferences for customizing the
notification delivery. Next, the delivery platform 106 may
receive a forwarded message indicating the notification and
the corresponding user preferences. The user preferences
stored in the RPI data store 150 may be predetermined pref-
erences that are setup when a customer fills-out paper work or
electronic forms at an initial doctor appointment, for an insur-
ance company, etc., which are linked to the customer’s EMR
records. At this point, the user may have specified how he or
she desires to be contacted and how they desire to provide
feedback regarding certain health related notifications.

The delivery platform 106 may communicate with all vari-
ous different communication platforms, such as cellular,
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4

Internet, PSTN, etc. The customer preferences may beused to
select one or more communication mediums or channels for
providing the notification to the user. Once the user prefer-
ences have been identified by the delivery platform 106, the
notification message may be transmitted to the customer
recipient 100 via his or her preferred communication device.

FIG. 2 illustrates a logic diagram of a content delivery and
feedback system according to example embodiments of the
present invention. Referring to FIG. 2, like references and
numerals refer to like components illustrated throughout the
disclosure. As may be observed, a caller ID mapping service
120 and video content library 122 may be used during the
notification and feedback procedure. For instance, the caller
ID mapping service 120 may map the notification data to a
service provider or entity name which is displayed on the user
device (see FIG. 3). This provides the customer with instant
knowledge of who is trying to notify the customer and for
what purpose.

In FIG. 2, the customer recipient 100 has received notifi-
cation data via his or her mobile phone 130 from a voice call
platform 108. The customer 100 may have specified ahead of
time that the contact preference is by a voice call 108 type of
notification, which will attempt to call the customer’s phone
number for a home phone (not shown), mobile phone 130 or
both. Once a notification is communicated to the customer,
feedback may be required in order to ensure the safe delivery
of the notification and to indemnify the notification service
that active measures were taken and the customer confirmed
that the message was received. For instance, a user may
submit a response by dialing a number on his or her phone
(DTMF), returning an email, selecting a web link, returning a
text message, selecting a button on his or television remote
control, etc. Alternatively, the customer may elect to respond
by asking for additional information. For instance, the cus-
tomer 100 may ask for additional information regarding the
content of the notification by accessing the video content
library 122 to retrieve a video that is related to the notification
to educate the customer about the purpose of the notification
and answer certain frequently asked questions (FAQs). For
example, if the customer has a scheduled procedure (i.e.,
colonoscopy, vasectomy, etc.), the customer may be
reminded to stop eating, take a pill, etc. The customer in turn
may be nervous or concerned and may want to obtain addi-
tional information. The information may be forwarded to the
customer as an informational video that answers the majority
of FAQs asked by customers for that particular topic area.

In another example with reference to FIG. 2, the customer
100 may receive a video related to the notification event and
still require additional support. If the user receives a notifica-
tion, watches a subsequent video and still needs additional
support the system may automatically bridge a live agent 109
for support. For example, the customer may finish watching
the video and receive a prompt to confirm that the video was
helpful and their questions have been answered, or, that the
video did not answer all of the customer’s questions and that
additional support is requested. In this case, the video con-
ference bridge support platform may be invoked to connect a
conference camera/microphone/audio device and connect the
live agent 109 with the customer 100 to answer the additional
questions.

FIG. 3 illustrates an example mobile device notification
system according to example embodiments. Referring to
FIG. 3, a customer 200 may be operating any of the example
recipient devices 201 (data interface phone), 202 (cellular
phone) and 203 (smartphone). The customer 200 may be
setup to receive voice reminders which are communicated to
their recipient device 201-205. In the case of a smartphone
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205, a notification application may be separate and linked to
video presentation options and calendar options to ensure that
the notifications are received and that additional smartphone
options, such as video players and calendar functions, etc.,
are cross-correlated with the notification application. In addi-
tion to calendar functions, example embodiments may pro-
vide notifications for other similar customer procedures, cus-
tomer reminders, events (e.g., prescription ready reminders,
travel alerts, weather alerts, outage notifications, etc.).

Upon receiving a request for a video, the video content
server 220 may reference a caller identification database 208
to obtain the information necessary to correlate the video
content, the customer 200 and the notification entity (medical
insurance company, health care provider, etc.). The video
may then be sent to the customer 200 for informational pur-
poses. The video content server 220 may transmit a pre-
recorded video to the user to educate him about the vasectomy
procedure and related information. Additional options pre-
sented to the customer 200 may include setting-up another
appointment at the doctor’s office, requesting a phone call
from the doctor’s office or even requesting emergency ser-
vices. Given the severity of the customer’s profile or medici-
nal regiment, emergency medical services may be automati-
cally called on behalf of the customer if the user does not
respond with a certain amount of time.

A customer 200 may receive the initial notification and
receive an option to request additional information, such as
video content and related instructions. The video content 210
may be received with various options presented on a smart-
phone messaging application or media player application.
Once the video is completed, the user may still have addi-
tional questions and a prompt to select “Here” may be pre-
sented to offer the customer a chance to connect with a live
agent 209. The previous video session of the video content
server 220 may be discontinued and a bridging operation may
be performed to dial a live agent 209 and offer audio, video,
chat or a combination of all three types of communication
channels during a live communication session between the
live agent 209 and the customer 200.

FIG. 4 illustrates an example customer notification system
according to example embodiments. Referring to FIG. 4, in
order to deliver notifications to customers, the customer man-
agement system or device(s) is configured to identify a noti-
fication event associated with a customer. The notification
event may be identified by a customer management system
device by accessing a database and retrieving a notification
event file used to store notification events for all customers.
When delivering notifications to customers, the customer
management system or device may be configured for identi-
fying a notification event associated with a particular cus-
tomer. The notification event may be identified by a customer
management system device by accessing a database and
retrieving a notification event file used to store notification
events for all customers.

Customer notification system 400 includes a customer
information database 440, a notifications management mod-
ule 410, a customer management module 420 and a multi-
channel notifications delivery module 430. Each of the mod-
ules or engines may be part of one computer-based processing
device, such as a computer or server configured to perform
processing and notification delivery operations. The cus-
tomer notification system may also include more than one
device in communication over a network communication sys-
tem.

One example of the operation of the notification system
400 may include identifying a notification event associated
with a customer via a customer management module 420 and
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retrieving a customer record from a customer information
database 440. The operation of the system 400 may also
include identifying a customer’s IP-based device via a device
preference indicating the IP device in the customer preference
record via a notification management module 410. The noti-
fication event may be transmitted to the customer’s mobile
device based on the voice channel preference(s) of the cus-
tomer and the multi-channel notifications delivery module
430, which selects the particular channel used to contact the
customer.

Continuing with the same example, the system 400 may
forward the identified notification event to the notification
management module 410, which retrieves the customer pref-
erence record and creates a delivery setup configuration used
to initiate communication with the customer. The notification
event may be one or more of a doctor appointment, medical
procedure, a recurring reminder (“take your pill”) and an
educational data segment (“preparation for a vasectomy”).
The customer’s preference record may include at least one of
a communication device type preference (IP device, tele-
phone, mobile phone, etc.) and a message type preference
(voice call vs. text message, vs. e-mail, etc.). Contacting the
customer may also include transmitting an alert to the cus-
tomer’s IP device via a voice call platform and retrieving a
caller identification (ID) from a caller ID database.

The customer may also be provided with an option to
receive a video message based on the retrieved caller 1D
information indicating the user’s identification information,
the video content information, the notification manager infor-
mation, etc. The video that is transmitted to the customer may
be wholly or partially based on content of the notification
event (vasectomy reminder=vasectomy preparation video).
The customer may confirm that the video was received,
observed and/or understood. The system 400 may receive a
confirmation message from the customer that the video mes-
sage was received.

The customer may be identified or located by an IP device
presence procedure conducted by the system 400. For
example, once the notification event is invoked and the cus-
tomer is identified, the customer may be currently operating
one or more [P-based devices. The customer may be logged-
in to a particular account, such as an e-mail account, applica-
tion account etc., which issues the customer a unique account
number or IP address and which may store additional cus-
tomer information such as username, password, hardware
address, GPS location, etc. The customized customer account
information may be used for determining a current presence
status of the customer Internet protocol (IP) device(s). As a
result, the customer may be identified by his or her IP pres-
ence status (e.g., logged-in, logged-out, GPS location
updates, recent messages transfers, etc.). Once located and
identified, the customer’s IP device may be contacted by
transmitting an alert notification to the customer’s IP device
via a push notification protocol.

The notification(s) may be stored in the notifications man-
agement module 410 which is configured to store data files
corresponding to notification types, dates, customers and cor-
responding to various different business clients subscribed to
have such notification services delivered to their respective
clients. When a notification is scheduled to be delivered to a
particular customer, the customer information database 440
may provide information regarding the customer’s personal
status, contact preferences and other customer-specific infor-
mation stored in an EMR record database file or files (e.g.,
name, condition, age, health status (severe, stable, healthy)
etc.). The notification may trigger the retrieval of a customer
preference record identifying the customer’s contact prefer-
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ences. The customer’s contact preferences may be retrieved
from the customer’s record in the customer information data-
base 440 and forwarded to the multi-channel notifications
delivery module 430 for delivery medium selection purposes.
The system 400 may perform contacting the customer and
providing the notification event to the customer based on at
least one of the customer’s contact preferences (e.g., cell
phone, home phone, push e-mail, text message, voice mail,
etc.).

The notification event may require one or more notifica-
tions and one or more forms of feedback to ensure that the
content of the notification has been properly relayed to the
customer. One notification event may include multiple difter-
ent portions of information that must be communicated to a
customer. The notification event may also require various
different feedback responses after transmitting the notifica-
tions to the customer. The notification event may be for-
warded to a notifications management module 410 which
retrieves the customer preference record and creates a deliv-
ery setup configuration used to initiate communication with
the customer. Examples of notification events include a doc-
tor appointment, medical procedure, a recurring reminder
(i.e., message— “take your pill at 8 am!”) and an educational
data segment (i.e., voice mail, video, text message, audio
message, etc.). The data segment may include a message,
such as a pill taking procedure informing the customer to not
eat before and after taking the pill, and not taking more than
one pill at a time, etc.

The customer’s contact preferences may include a specific
communication device type preference and a message type
preference (e.g., cell phone and text message). Contacting the
customer may further include selecting a delivery medium
based on the customer’s contact preferences via the multi-
channel notification and delivery module 430, and delivering
the notification to the customer communication device via the
customer’s preferred contact preferences. Once the customer
has received the notification, the customer may respond to a
request for feedback (i.e., “did you understand the message”).
The notification system 400 may receive a confirmation mes-
sage from the customer communication device that the noti-
fication was acknowledged. The notification system 400 may
also receive a request from the customer communication
device for additional information associated with the received
notification. In response, the notification system 400 may
perform transmitting text data, audio data, video data to the
customer communication device (i.e., cell phone, TV, home
phone, etc.) responsive to receiving the request from the
customer communication device.

In another example, the customer may receive an educa-
tional data segment or video and still have outstanding ques-
tions about an upcoming appointment or medical procedure
that needs to be addressed prior to the appointment date. In
this case, the customer may be prompted with an option to
receive additional support from a live agent. The customer
may elect to communicate with the live agent in which case
the system 400 may setup a bridging application to connect
with the live agent via voice, video and/or chat communica-
tion options. The live agent may then address the customer’s
concerns.

The live agent support option may further be integrated
with the timeline of the video content for more accurate
response options. For example, the customer may select the
live agent help during a particular segment of the video. In
this case, the timeline of the video may be cross-correlated
with a specific sub-topic area of the video during such portion
of the video’s timeline when the customer requested help.
This video content timeline information may be stored in a
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separate video timeline file that identifies or guesses the cus-
tomer’s question based on the moment during the video that
the live support was requested. This also provides routing
options to route the live agent support to an agent qualified to
answer such a specific sub-topic related question. Further-
more, the sub-topic cross-correlation procedure may yield
additional automated support (e.g., additional text informa-
tion related to the specific video timeline request initiated by
the customer) prior to bridging the customer with the live
agent support.

FIG. 5A illustrates a flow diagram of an example method of
operation according to example embodiments of the present
invention. Referring to FIG. 5A, the system may identify a
notification event stored in the customer management system
based on a time elapsed trigger or other event which invokes
the notification event to mature into a live notification event
502. The system may deliver the notification event to the
NMS to setup the notification communication procedure 504.
The alert type or preference associated with the target cus-
tomer may be identified based on predetermined contact pref-
erences, such as an IP device preference, and according to one
example the “IP device presence” may be used as a commu-
nication choice preference for the target customer and the
system may determine the presence of the customer’s mobile
device based on the IP device presence. Other customer con-
tact preferences may specify a set-top-box device, cell phone,
smartphone, e-mail account address, text message, home
phone, voice mail, etc.

Continuing with the sample notification example, the cus-
tomer’s IP device may be alerted by a push notification 506.
The alert or notification may then be provided to the customer
with an option for receiving a corresponding video based on
the content of the notification event 508. The customer may
elect to receive the video and the video may be received by the
customer 510. The customer may provide feedback that the
video was received and/or understood and the feedback
response may be delivered to the NMS. The customer may
elect to have additional support after the video was confirmed
512. The system may then bridge a connection to a live agent
to provide interactive support to the customer via a bridging
application 514.

FIG. 5B illustrates another flow diagram of another
example method according to example embodiments of the
present invention. Referring to FIG. 5B, the method may
include identifying a notification event associated with a cus-
tomer via a customer management module and retrieving a
customer preference record 550 and determining a notifica-
tion device preference for a customer Internet protocol (IP)
device included in the customer preference record 552. The
method may also include transmitting the notification event to
the customer’s IP device based on the notification device
preference, the notification event including a live agent sup-
port option 554.

The operations of a method or algorithm described in con-
nection with the embodiments disclosed herein may be
embodied directly in hardware, in a computer program
executed by a processor, or in a combination of the two. A
computer program may be embodied on a computer readable
medium, such as a storage medium. For example, a computer
program may reside in random access memory (“RAM”),
flash memory, read-only memory (“ROM”), erasable pro-
grammable read-only memory (“EPROM™), electrically
erasable programmable read-only memory (“EEPROM”),
registers, hard disk, a removable disk, a compact disk read-
only memory (“CD-ROM”), or any other form of storage
medium known in the art.
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An exemplary storage medium may be coupled to the
processor such that the processor may read information from,
and write information to, the storage medium. In the alterna-
tive, the storage medium may be integral to the processor. The
processor and the storage medium may reside in an applica-
tion specific integrated circuit (“ASIC”). In the alternative,
the processor and the storage medium may reside as discrete
components. For example FIG. 6 illustrates an example net-
work element 600, which may represent any of the above-
described network components of FIGS. 1-3.

As illustrated in FIG. 6, a memory 610 and a processor 620
may be discrete components of the network entity 600 that are
used to execute an application or set of operations. The appli-
cation may be coded in software in a computer language
understood by the processor 620, and stored in a computer
readable medium, such as, the memory 610. Furthermore, a
software module 630 may be another discrete entity that is
part of the network entity 600, and which contains software
instructions that may be executed by the processor 620. In
addition to the above noted components of the network entity
600, the network entity 600 may also have a transmitter and
receiver pair configured to receive and transmit communica-
tion signals (not shown).

While preferred embodiments of the present invention
have been described, it is to be understood that the embodi-
ments described are illustrative only and the scope of the
invention is to be defined solely by the appended claims when
considered with a full range of equivalents and modifications
(e.g., protocols, hardware devices, software platforms etc.)
thereto.

What is claimed is:

1. A method, comprising:

determining, via a customer management module, a noti-

fication device preference for a customer device
included in a customer preference record;

transmitting a notification event to the customer’s device

based on the notification device preference and based on
a content of the notification event, the notification event
including a live agent support option and a video mes-
sage option explaining a purpose of the notification
event and answering questions pertaining to the notifi-
cation event and cross-correlating information received,
the transmitting based on a request from a customer to
receive the notification event;

receiving a response from the customer’s device requesting

information regarding preparation for the notification
event; and

providing the customer’s device with access to the

requested information.

2. The method of claim 1, further comprising forwarding
the notification event to a notification management module
which retrieves the customer preference record and creates a
delivery setup configuration used to initiate communication
with the customer.

3. The method of claim 1, wherein the notification event is
a least one of a doctor appointment, medical procedure, a
recurring reminder and an educational data segment transmit-
ted as at least one of a video, audio, multi-media and text
message.

4. The method of claim 1, wherein the customer’s prefer-
ence record comprises a communication device type prefer-
ence and a message type preference.

5. The method of claim 4, wherein contacting the customer
further comprises transmitting a plurality of options to the
customer’s device via a push notification protocol the plural-
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ity of options comprising at least one of a message access
option, a calendar application updating option, and a resched-
uling option.

6. The method of claim 1, wherein the response from the
customer’s device confirms receipt of the notification event.

7. The method of claim 1, further comprising at least one
of:

receiving a request for additional help from the customer
after receiving the notification event;

initiating a live call session; and

bridging a live agent connection to the live call session to
provide the customer with access to the live agent
responsive to the request for additional help.

8. An apparatus, comprising:

a processor configured to determine a notification device
preference for a customer device included in a customer
preference record;

a transmitter configured to transmit a notification event to
the customer’s device based on the notification device
preference and based on a content of the notification
event, the notification event includes a live agent support
option and a video message option to explain a purpose
of the notification event and to answer questions that
pertain to the notification event and cross-correlating
information received, the transmit based on a request
from a customer to receive the notification event; and

a receiver configured to request information in regards to
preparation for the notification event, and wherein the
processor is further configured to provide the customer’s
device with access to the requested information.

9. The apparatus of claim 8, wherein the processor is fur-
ther configured to forward the notification event to a notifi-
cation management module which retrieves the customer
preference record and creates a delivery setup configuration
used to initiate communication with the customer.

10. The apparatus of claim 8, wherein the notification event
is a least one of a doctor appointment, medical procedure, a
reminder that recurs and an educational data segment trans-
mitted as at least one of a video, audio, multi-media and text
message.

11. The apparatus of claim 8, wherein the customer’s pref-
erence record comprises a communication device type pref-
erence and a message type preference.

12. The apparatus of claim 11, wherein the transmitter is
further configured to transmit a plurality of options to the
customer’s device via a push notification protocol the plural-
ity of options comprises at least one of a message access
option, a calendar application update option, and an option to
reschedule.

13. The apparatus of claim 8, wherein the receiver is con-
figured to receive a response from the customer’s device that
confirms receipt of the notification event.

14. The apparatus of claim 8, wherein the receiver is further
configured to receive a request for additional help from the
customer after the notification event is received, and the pro-
cessor is further configured to initiate a live call session, and
bridge a live agent connection to the live call session to
provide the customer with access to the live agent responsive
to the request for additional help.

15. A non-transitory computer readable storage medium
configured to store instructions that when executed cause a
processor to perform:

determining, via a customer management module, a noti-
fication device preference for a customer device
included in a customer preference record;

transmitting a notification event to the customer’s device
based on the notification device preference and based on



US 9,256,879 B1

11

a content of the notification event, the notification event
including a live agent support option and a video mes-
sage option explaining a purpose of the notification
event and answering questions pertaining to the notifi-
cation event and cross-correlating information received,
the transmitting based on a request from a customer to
receive the notification event;

receiving a response from the customer’s device requesting

information regarding preparation for the notification
event; and

providing the customer’s device with access to the

requested information.

16. The non-transitory computer readable storage medium
of claim 15, wherein the processor is further configured to
perform forwarding the notification event to a notification
management module which retrieves the customer preference
record and creates a delivery setup configuration used to
initiate communication with the customer.

17. The non-transitory computer readable storage medium
of claim 15, wherein the notification event is a least one of a
doctor appointment, medical procedure, a recurring reminder
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and an educational data segment transmitted as at least one of
a video, audio, multi-media and text message.

18. The non-transitory computer readable storage medium
of claim 15, wherein the customer’s preference record com-
prises acommunication device type preference and a message
type preference.

19. The non-transitory computer readable storage medium
of claim 18, wherein contacting the customer further com-
prises transmitting a plurality of options to the customer’s
device via a push notification protocol the plurality of options
comprising at least one of a message access option, a calendar
application updating option, and a rescheduling option.

20. The non-transitory computer readable storage medium
of claim 15, wherein the processor is further configured to
perform at least one of:

receiving a request for additional help from the customer

after receiving the notification event;

initiating a live call session; and

bridging a live agent connection to the live call session to

provide the customer with access to the live agent
responsive to the request for additional help.
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